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Northern New England Telophone Operations LLC 
Maine 
105111 
Line 510: Service Quality Reporting/Consumer Protection Rules Compllance 

Northern New England Telephone Operations LLC, hereby certifies that It Is complylng with appllcablc 
service <1uallly standards and consumer protection rules. The Company complies with service quality 
and consumer protection provisions under state law. These provisions Include, but are not limited to, 
the followlng: (1} flllng a local Exchange Tariff pursuant to the requlremonts of The Maine Public 
Service Commission which discloses rates, terms and conditions of service to customers; (2) compliance 
with state consumer protection provisions relating to Customer Services as ldentlrted In the Code of 
State Regulations, compliance with provisions for Quality of Service as Identified In the Code of State 
Regulations, compllance with Service Objectives as Identified In the Code of State Regulations, 
compliance with customer Inquiry procedure as Identified In the Code of State Regulatlons, compllance 
with Dispute standards as Identified In the Code of State Regulations; (3) compllance with truth· In· 
bllllng requirements; and (4) compllance with Federal CPNI rules, Red Flag Rules and other appllcable 
federal and state requirements governing the protection of customers' privacy. 

In establlshlng this certmcatlon In Its 2005 ETC Order, 1 the FCC found that an ETC must makt? "a specific 
commitment to objective measures to protect consumers.H 2 The Commission found that for wireless 
ETCs, compliance with CTIA's Consumer Code for Wireless Service would satisfy this requirement and 
that the sufficiency of other commitments would be considered on a case·by-ca.se basis. In this context, 
the FCC stated, "to the extent a wire line or wire less ETC applicant Is subject to consumer protection 
obligations under state law, compliance with such laws may meet our requlrement."3 

Northern New England Telephone Operations LLC, The companies do report Service quallly metrics on a 
quarterly basis. This Is based on a verbal agreement with the Maine Pu bile Utllltles commission (the . 
PUC). NNE Maine reports monthly on 7 metrics: The seven metrics are- Network Trouble report rate,% 
troubles not cleared In 24 hours,% Install appointments not met, average delay days for missed 
appointments, and outages, business and re1>alr office answer time, and complaints. An annual 
summary Is flied for penalty calculations. 

If a customer has a concern about their FalrPolnt Communications' service or bllllng, he/she can contact 
repair service, technical support or customer service with Information found on their statement. 
Customers may also contact agencies, through Information posted In the phone directory, website, and 
tariff pages. All consumer complahtts whether from Attorney Generals' offices, Public Utility 
Commissions, Better Business Bureaus, Federal Communications Commission and all other agencies are 
sent to the FalrPolnt Communications' Maine office via U.S. Mall or by electronic mall at 
consurner@falrnolnt.com. The complaints are directed to the appropriate responsible Company Team 
member within FalrPolnt Communications for resolution and response to the customer. 

1 Pttlcml-State Jolllt Bomvl 011 Unh-ersnl Senrfce, CC Docket No. 96·45, Report 11nd Order, FCC OS·46 (rel. Mu. 
17, 2005) ("200.S RTC Ordel'). 
2 Jd. at para. 28. 

105111me510.pdf 
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Form 481 line 610: FunctlonalHy In Emergency Situations 

BuslncJss Continuity Plan Overview 

Jntrgdyotrgn 

Bemey Boynlon 
Director, Opofatlonof Rrsk 

FalrPolnt Communications, Inc. ('FalrPolnr) la commRted to malnlalnlng a vigilant state of disaster 
preparedness fot the lnteresls ol our customers, stockhold9'S. employees and other cnllcal ~lakeholdera. 

· The purpose of our Business ConUnulty Plan (BCP} ls lo dafine the dlsaslet prepareclness and reoovery 
protocols and procedures roqulred to restore FalrPolnt'a critical business support functions, lnslde and outside 
plant systems and operaUons within FafrPolnrs operating foolptlnl. 

BCP componenls detail FalrPolnfs procedures for preparing ror and responding to an emergonoy slluaUon 
affecting our ability to deHver core services lo our customers and our ability to meet legal dictates, and regulalofy 
requirements. 

This doc:ument discusses the following: 
• BCP Scope & Structure 
• Recovery Strategies and loglsUcs 
• Plan Maintenance and Exercising 

BCP Scope 
FaltPolnt's business continuity response phmnlng Is concentrated on two clltlcal operallonal areas: 

• Qustomer ln!ertacloo - II la recognized that a "business lmpacr only occurs when an extema/1nterf8c(na 
element Is disrupted. In essence, this means that lf FalrPolnt experiences a dlsrupUve event, but one lhat 
does not breach the outer-shell of the FaltPolnl operal!on and Interrupt crittcal customer services, customer 
product or other oxtemal end-user, than It does not have a business Impact, as de!Jned by lhe SCP 

• lnf(8sltueture !otegrllY - WMhout ctlllcal lnl'ras!ruciure systems, the ablUty ror all olher FalrPolot business 
op81atlons (back/front office} can come to a hall. It ls these Infrastructure systems that provide lhe critical 
human-factor of our customer-Interfacing services. Cf11ical lntaslructtlfe would address such sel'l/lces I 
systems as, bul!dlng apace for slaff, aelVfce uOOUes, telecom network, IT network, etc. 

The BCP has been developed to assure the conUnulty of cr1Ucal customer lntertaclng services and systems 
should a physlcat Incident or workforce disruption event occur, which affects: 

• IT/IS 
• Admlnlsltallve and Support Operations 
• Inside and Outside Plant Operations 
• NOC {Network Operallons Center) 
• E-9-1-1 
• Dispatch 
• Repair Center 

FalrPolnt has developed response/ recovery strategies addressing physically dlsrupUve Incidents and 
workforce related disruptive Incidents {I.e., work-stoppage and pandemic:). All response strategies ore based on 
recovery lime ob}ecllves of those department functions and crlllcal rnrrastructure systems esseotlal to sustain 
cuslomer lnlerfaclng services. 
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Fai'fblnt 
communications 
FalrPolnl Communications 

1 Davis Farm Road 
PorUand, ME 04103 

BCP Structure 
The BCP consists of several components: 

• The BCP Manual (an overview of all BCP documents) 

Barnoy Boynton 
Director, OperaVonel Risk 

• lR Playbooks (addressos the response procedures for Physfoal and Wort<force related events), 
• Appendices (the IR Playbook procedul'$s links to these Resources Flies) 
• Department Recovery Plans {Business and Plant Operallons) 
• Business Impact Assessments (Business and Plant Operations) 

The Event Response <lagram below Identifies the overall BCP documentallon and how a dlsrupUon or Incident 
wlU dictate which path of Ula BCP wl be to"owad to restore business operaUons. 

Once the Incident or dlsrupllon occurs, the Impact lltsl needs to be qu!ckly assessed to determine whether It Is a 
physically disruptive event {local or regional) {"Physically Disruptive Event") or a wotkforce disruptive event 
(work·atoppage or pandomlo) (Work-Force Related Dlsrup!lvo Evenr). The disruption Is always focused on 
Clillcal business operallons end servlces that can Impact customer Interfacing I dellverables. 
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I 
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EVENT RESPONSE! 

DRPlan 
Documentation 

All.fROHTISACK OfflCE 
D£PARlJ.lliNT PLflllS 

(llldMdoal R•c~tl)' f'l•n•) 

Recovery Strategies and Logistics 

Barney Boynton 
Director. Operations! Risk 

, ..................... ..................... ! 
I (Jae the I 

~!.:~~~.~~~.?.~~!::.~~~~~.~.~~~~~~ .. ! 

lll&IOI! I 0Uf6!0E PlAllT 
OfP/\RT1'EllTPlAlla 

(lndlwl<fv•1Rt'4YllY Phn•) 

Workforce 

WORK·ITOPPAGE 
(Rupoua Pion) 

l'AllDEMIC 
(Ropo11HPl1n) 

Our BCP Is based on the premiss that FalrPolnt cannot stop disasters (tom occutdng, but we can address the 
IMPACT of Incidents should they occur. Where possible we will provide risk mlllgaUon measures lhal will 
minimize the Ukellhood of having a serious dlsrupllve Incident but In no case can we eliminate all disruptive 
posslblllUes. The BCP Is triggered by a Disruption Scenario, not a Threat Scenario. FalrPolnt pre-plans for 
potential break-points that can result In a customer Interfacing dlsrupllon and Incorporates recovery strategies 
that will Inherently address any potential threat and any resulUng buslne$$ dlstuptlon Impact. The actual threat 
(I.e. fire, flood, etc.} Is pertloent onlywllh tespact to lmmedrate response actlvlUes. All subsequent response 
efforts are focused on the assessment of damages (physical losses and recovery dumUon) and the 
Implementation of restoraUon and recovery strategies. The restoration of the business s91Vlclng operations and 
Infrastructure systems Is based on salvage, replacement of systems and alternate funcllonalllymeasures, which 
are pro·deflned In the BCP. 

Each department hes developed a recovery pf an based on 118 crlt!cal operaUons as they pertain to the 
deliverables they con!rllute to our customers. FalrPolnt has trlaged the recovery efforts based 01'.1 the concept 
of customer se.rvlctng Impact. Federal and Slate regulatory roqulrements have a high level of conslderallon In 
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Bamey Boynton 
Dlredor, Operallonal Risk 

addltlon to the business Impact concerns. The BCP goal Is to minimize the dlsroptlon duration as much as Is 
practical and provide a level of risk millgatlon that will malntaln critical operations. 

The Ten Response Phases of Physical Event ero: 
• Incident NoUflcat!on 
• Visual Damage Assessment 
• lnoldent StebHlzallon 
• command center lnlllatlon 
• lnlUat NotlHcallons to Business Departments- to activate plans 
• Primary Site Damage Assessments 
• Ready Alternate Restoration Siles 
• Primary Site Salvage & Recovoiy 
• Business Restoration Process 
• Prlmeiy Sile Re-eslebffshed 

Plan Maintenance and Exerc!s!na 
The BCP Is a lfvlng document. Updates to the plan are ongo~ wltll changes lncorpocated annually at a 
minimum. Individual pfon oomponents are scenario tested wllh oversight from FalrPolnt's Corporate Risk 
Management Team. 
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Northern New England Telephone Operating Company-Maine 
line 920: Tribal Government Engagement Obligation 

Topic: Summarization of Meetings Held with Maine Tribes 
Submitted by: Audrey Prior, VP Government Relations - Maine 
FalrPolnt Communications, Inc. 

105111me920.pdf 
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MAINE TRIBES - NORTHERN NEW ENGLAND TELEPHONE (ME) ONLY 

105111me920.pdf 



REDACTED FOR PUBLIC INSPECTION 

FCCFORM481 

Line 1010-Volce Service Rate Comparablllly 

The pricing of the company's voice services Is no more than two standard deviations above 

the appllcable national average urban rate ror voice service, as specified In the most recent 

publlc notice, FCC DA14-384 released on March 20, 2014. 

For Rates See Attachment: (700) Company Price Offerings (voice) 
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Form 481 Line 1210- Terms & Conditions for Llfollne Customers 

Northern New F.ngland Telephone Company Operallone LLC. provides a lifeline Program dlacounl In 
Mafr\e lot residence ee1vlco tor ellglble low Income ouslomere and ror ell{llble customers who era 
reeldenls of Trlbal lands. The l.lfoUne PtO{}rnm <Hscounl re a11pJled lo any monUl lo monlh reeldence loool 
service, J>nckage or bundle ofrerlng. The dleoount ls lnlondod lo olfaol lho Subscriber Line Charge and 
100111 llno oharge, flllhough ellglble paokagee and bundles may have toll onlllng Included In the prlclno for 
the offering. 

The Calaloy pages oulllnhlg lhe lerms of the Llfelfne Progmm hl Nori hem NGW England Telephone 
Com1>nny Operallona LLC. ore attached. The terms and condlllons of r11vldenllal bllSJo /00111 exchange 
eorvfee, 1>aokage and 1>111\dle of(e1tnm• ~an be round at hllp:f/wv1W.larllfo.1\el/fulr1>olnVllet.ns)>?old1:11644. 
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Form 481 line 1210-Terms & Conditions for Llfellne Customers 

Ml?CAtalou 

HO/tl"m N&YI rt11alanc1 To!•111~110 011er11Uo11a u.o 
4'!J?ln FplrPOlntComm11nlOAUons-HNE 

1. Boltodule lnrormnllon nnd oenor11l Reoulnl!ons 

ouatGll!Or Aasletnnoo Prourama 

nrtoollYo: AlltJtttl 30, 2012 

lixeha1100 a111I Nelwo1k 801vlot1 
Part A SooUon 1 

P«(lo16 
Pl!ll Revlslon 

Oanaolll1q Oth1!11al 
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Form 481 Line 1210- Terms & Conditions for llfeUne Customers 

Ml! C111Ailo(J 

No1thom New l?ngltuul 'l'elophono 011omllon11 LLC 
cllbfa FalrPolnt Comn11111!011l1011e • NNI! 

1. Exchange an ct Network Services 

1.1 Schedule Information ftnd Goneral Reoulallons 

10 

ID 

ID 

Servlco C11te o 

Monthly Credk 

Setvlco Ont o 

Retumed Check ot 
Draft 

Service Cate o 

urellne 

Nat A1nerfcan 
Lifeline 

Nallve Amerlcan 
ure11ne 

liffootlve: Deoamber 1, 2013 

Rato Element 
Per Maine Telephone Exchange line, 
trunk line, Publlo Telephone SeN!oo 
Line, Announcement line, Foreign 
Exchange line and Cenlrex Main Slallon 
Line 

Rate Eloment 

Per Check or Draft 

Rato Element 
Recurring Reduction -Applied lo baalc 
exchange monthly mte ea wen as to 
packages Iha! Include basic exchange 
so iv Ice 
Reetm ng Reduction - Applied to 
monlbly rate for basic exchange seivlco 
lncludlng packages With l>atlc exchango 
setvlce 
Additional Reducllon Applied lo the 
Basic Monthly Service Rate - Per 
monlh, per primary res!denllal 
connecllon -Nole: The Native 
Amelfcan lifeline reduouon ls thal 
amount combined With tho lifeline 
reducl!on so as to Nrlve at a basic 
month eelVlce rate of 1.00. 

Ratos and Chnrgos 
Patt M Seollon 1 

Pago1 
1:11m Rovlalon 

Cancaltnp Third Revlelon 

Rate usoc 

0.2B 

Rate usoc 

6.00 

Rate usoc 

8.87 

'See note 
Part A, Seo 

1.6,2.B 

Seo Nole 

(R) 

Mlohael O, Rffd 
S(t\(O Pl'08ldont • Me 
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Northern New England Telephone Operations [New Hampshire) 
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urulff ntte ti of the Ut1tttd St• I• & Code,, ti U.S.C. i 1001. 
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FCC Form481 

Line 100- Service Quality Improvement Reporting 
{47 CFR 54.313(a)(1)} 
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In the FCC's Public Notice DA 14-951, released May 1, 2014, lhe FCC waived the requirement 
for price cap ETCs to file a five-year plan. 1 

1 The Publlc Notice stated, In relevant part: 

We now grant a waiver of this requirement for price cap ETCs for an addlllonal year. 
Because the Bureau just flnallzed the Connect America Cost Model, and price cap 
carriers have not yet had the opportunity to make a state-level commitment for Connect 
America Phase II, we find that It is not In the publlc Interest to require price cap ETCs lo 
fife new five-year plans In 2014 for the same reason as last year: they do not yet know 
which areas lhev wlll be servlna In the future. 
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Unfulfllled Requests Broadband 

Pursuant to 47 C.F.R. 54.313 (a)(3) 

Data Collection Form 481 line 330 
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